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Today’s shoppers are more 
demanding than ever. They expect 
brands to be flexible and responsive 
to their needs, regardless of where 
or how they shop. With a headless 
e-commerce platform, you ensure 
that customers can discover products 
and compare prices seamlessly 
across channels, providing them 
with a unique and personalized 
experience. How to achieve that 
without losing your head?
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The new retail revolution.
We can all probably agree that e-commerce is pretty much the best thing since sliced 

bread. But when it comes to web development, there’s a big difference between just 

letting your customers buy a product and providing them with an e-commerce experience 

that makes them want to return. That’s why headless e-commerce was invented—to give 

developers the power to design compelling digital experiences for customers rather than 

being limited by the software they use for e-commerce.

In this whitepaper, you’ll learn why brands need to create omnichannel experiences, 

what today’s customers expect from retailers, and how to address their needs. We’ll also 

break down how content teams can tackle some of the major problems when delivering 

engaging, creative content and how some companies are overcoming these challenges.
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The current state 
of e-commerce.
The pandemic was a roller coaster for all of us. Since the COVID-19 pandemic’s beginning, 

people have relied more than ever on digital means that allowed them to escape the possible 

danger of the world outside. Consumer shopping and spending patterns have changed 

dramatically and continue to evolve at an unprecedented pace.

Online retail skyrocketed with the ever-increasing popularity of stay-at-home orders and 

curbside pickup. The numbers speak for themselves: E-commerce sales surged 50% during 

the pandemic—reaching $870 billion in the US in 2021, according to the Quarterly Retail 

E-Commerce Sales 4th Quarter 2021 report released by the US Department of Commerce. 

54.4% of global traffic to websites came from mobile devices during the fourth 

quarter of 2021.

The pandemic hasn’t only driven a surge in online shopping. It has also accelerated the 

shift to mobile. Accounting for roughly half of the global web traffic, mobile devices now 

represent a significant share of e-commerce sales. As businesses become more familiar with 

consumerization, they are looking for ways to deliver personalized experiences tailored to 

customer demands and preferences regardless of device, channel, or location.

https://www.census.gov/retail/index.html
https://www.census.gov/retail/index.html
https://www.statista.com/statistics/277125/share-of-website-traffic-coming-from-mobile-devices/
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Shoppers desire 
a personal experience, 
not just a good deal.
As life has shifted to screens, shopping online has become more convenient than ever—and 

retailers need to find ways to stand out by offering services and experiences that meet their 

customers’ needs. Businesses must spend more on digital capabilities and get the most out 

of their store network by altering formats or locations. As digital analyst Brian Solis points 

out in his book X: The Experience When Business Meets Design: 

Experiences are more important than products now. In fact, 
experiences are products.

It comes as no surprise that 90% of customers expect consistent interactions across 

channels. To put your best foot forward, you need to provide consumers with the same 

enjoyable experience—no matter when and where they choose to shop—by ensuring that 

your online, mobile, and in-store experiences are synchronized.

No longer can one single content management system (CMS) support all your content 

channels and devices. The traditional one-size-fits-all monolithic approach has been 

replaced with a new composable approach that allows retailers to integrate best-of-breed 

technologies to deliver flexibility, scalability, and speed. With an agile solution, you only 

create once and publish everywhere—it’s the best way to ensure your content is always 

current, relevant, and engaging.

https://venturebeat.com/2015/12/06/why-customer-experience-is-the-new-disruption/
https://v12data.com/blog/25-amazing-omnichannel-statistics-every-marketer-should-know/
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What customers expect 
from online shopping.
Achieving customer loyalty—especially in today’s marketplace—is challenging. Buyers 

demand superior products and services as well as effortless shopping experiences. It’s 

all about creating experiences that go above and beyond what modern customers expect 

and building lasting relationships with them. Let’s cut to the chase and see what kind of 

shopping expectations customers have these days—and how you can provide what they’re 

looking for.

 •  Ease and convenience are non-negotiable features
Convenience is a mainstay in consumers’ lives. Spending months stuck at home has made 

people accustomed to the convenience of ordering what they want and having it delivered 

the next day. This element of necessary convenience will only grow more powerful in the 

upcoming years.

According to Accenture, a substantial 57% of reimagined consumers (customers who are 

fundamentally changed by the pandemic) say that they would switch retailers “if they 

did not offer new, fast, and flexible delivery options of goods such as click-and-collect and 

curbside pickup.”

Consumers value convenience above all else.

https://www.accenture.com/cz-en/insights/strategy/reimagined-consumer-expectations
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 • Accuracy must be table stakes
Accuracy is the lowest level of customer expectation. Customers expect to get their order 

on time and with no errors or delays whenever they purchase something online. That’s why 

it’s crucial to deliver what you promise. 

Now more than ever, customers will get upset if the product they receive isn’t what they 

expected. If you don’t want your customers to be dissatisfied with your services, you should 

never let your products or their experience with you fall short of their expectations.

 • Speed is paramount
To stay on the cutting edge of their industries, e-commerce businesses need to be nimble 

and have a fast time to market. When your speed to market is slowed down, you fall 

behind your competitors in product development, allowing them to undercut you with new 

products and services. 

The good news is that there are several ways to cut the time it takes to get your product 

on the market—for instance, you can shorten your supply chain or anticipate the needs of 

your sales team.
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How to win over 
customers’ hearts 
and minds.
Nowadays, shopping is a living, breathing ecosystem in the digital age. Consumers are 

bombarded with advertising from all angles, being offered a seemingly endless number of 

options for where to buy products and many ways to pay for and receive their items.

As online transactions have become more common, they have also become more complex. 

To attract new customers and keep existing ones happy, retailers must deliver new 

omnichannel customer experiences on a global scale.

 • Stay top of mind with an omnichannel approach
Omnichannel is no longer a nice-to-have but a must-have. According to a study by CX 

Today, nearly 90% of consumers want an omnichannel experience. A survey by Omnisend 

found that omnichannel campaigns had an 18.96% engagement rate, compared to 5.4% for 

single-channel campaigns. 

It’s clear that consumers want consistent customer experiences across all devices and 

channels—from social media to emails and live chats to mobile apps.

 • Master social commerce
Social networks are redefining the possibilities of online shopping. As Statista reported, 

there were 80 million social buyers in the US in 2020—up 30% from the previous year.

Social commerce is a concept that allows brands to sell their products directly on social 

media platforms. This is a great way to reach a wider audience of potential customers and 

create an online marketplace for people who are already engaging with your brand. 

 • Spark business opportunities with 
influencer marketing

One way to deliver on consumer expectations and reach new audiences online is through 

influencer marketing. A trusted influencer can rapidly push your sales and marketing goals, 

increase brand awareness, and help you establish a strong brand identity.

https://www.cxtoday.com/contact-centre/delivering-an-excellent-omni-channel-experience/
https://www.cxtoday.com/contact-centre/delivering-an-excellent-omni-channel-experience/
https://www.omnisend.com/resources/reports/omnichannel-marketing-automation-statistics-2019/
https://www.statista.com/statistics/1120128/number-social-buyers-united-states/
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Here’s a striking example: in 2021, the fashion brand Ted Baker ran a campaign on Instagram 

promoting their Spring/Summer collection to drive awareness of the new line, boost sales, 

and increase website traffic. 

The brand brought together 29 influencers who created 136 pieces of Instagram content 

to share with their followers. The result? Over 3 million impressions, more than 1.2 million 

overall reach, and an 18.5% average boosting engagement rate.

Ted Baker’s Spring/Summer 2021 campaign on Instagram

 • Learn the secrets of Instagram
Instagram has made e-commerce easier and more accessible for businesses by 

creating shoppable posts. These posts enable users to browse the brand’s products and 

make purchases from within the app.

Businesses of all sizes can use various e-commerce features on Instagram, such as feed 

posts, stories, guides, or even live shopping. Brands can now quickly drive sales through 

Instagram shopping from creators—for instance, Vogue Eyewear recently partnered 

with Hailey Bieber, who introduced their new collection on her Instagram profile. This 

way, the model’s followers can directly purchase the products she promoted using 

Instagram Checkout.

https://vamp-brands.com/blog/2021/11/16/how-ted-baker-drove-over-3m-instagram-impressions/
https://help.instagram.com/1108695469241257
https://fashionunited.com/news/fashion/vogue-eyewear-launches-first-collaboration-with-hailey-bieber/2022040446889
https://business.instagram.com/shopping/checkout
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Tiffany & CO.’s shoppable post Vogue Eyewear’s collaboration with Hailey Bieber

 • Crush your digital experiences in-store
Consumers, tired of looking at screens and distrustful of certain digital giants, are ready for 

something new. They’re prepared for hybrid shopping. One brand that has brought a digital 

experience to store shelves is Nike. The leading-edge technology in their stores seamlessly 

blends the digital and physical worlds—a 65-inch interactive display helps each visitor easily 

find shoes and apparel in the size they need. 

https://demodern.com/projects/nike-digital-retail-experience
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Nike’s multi-touch, multi-user wall display

Nike has also developed a digital retail kiosk that allows Nike football fans to find  

and customize their favorite products. They can see immediately whether a product is 

available in-store or online. Customers can also complete online purchases on their phones 

while in-store purchases are processed through a specially-designed cash desk connection.



13 Why E-commerce Customer Experiences Matter (And How to Improve Them)

Why retailers should 
chop the head off to meet 
customer demands.
Chances are, you’ve already come across the term headless e-commerce before. But what does 

it exactly mean? And why are more and more retailers turning to it? Simply put, the headless 

architecture is a front-end development approach that separates the front-end presentation 

layer from the back-end system.

In other words, the front end (the body) and back end (the head) of an e-commerce application 

operate independently of each other. This means that headless e-commerce provides a flexible 

way to create interactive and immersive customer experiences. 

How headless e-commerce works

APIs (Application Programming Interfaces) are critical for ensuring coordinated, 

brand-consistent experiences across multiple channels. The benefits of APIs are numerous, 

but perhaps the most significant one is the ability to make your business agile and flexible. 

Content 
storing

API Layer

Content 
distribution

Headless e-commerce platform

Developers Content Creators

Products Orders Pricing Customers Payment

Web Mobile Social 
Media

Marketplace IoT

API
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Headless e-commerce 
& a headless CMS: 
the perfect match.
A headless e-commerce platform integrates with third-party solutions for payments, 

shipping, and analytics to provide you with the necessary tools to run basic 

e-commerce operations. It handles order processing, product details, and customer and 

order information.

On the other hand, a headless CMS is a back-end content management system that provides 

content through an API. You can present this data in any form you want—web, mobile, apps, 

and other forms.

Finally, a headless CMS makes it easier for you to:

 • Make changes to your website seamlessly

 • Stay ahead of customer expectations

 • Create and update content on the fly

 • Manage websites in-context

 • Reach your audiences on all devices and channels

 • Deliver consistent shopping experiences

 • Integrate with best-of-breed tools to create a flexible microservices architecture
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3 major problems  
content creators face and 
how to tackle them.
We’ve all been there: You know what you have to do, and you’re ready to create great 

content, but there are several obstacles standing in your way. Here’s how to overcome 

content creation challenges, including personalization, collaboration, and consistency! 

#1 Personalization

Trying to deliver more relevant, personalized content increases time-intensive work for 

content creators.

Let’s face it: meeting customer demands for online content is no easy feat. Content creators 

are dedicating more time to manually creating more relevant, personalized content for their 

customers, which is easier said than done. 

Solution

Content creators can flexibly adapt to customer demands for personalized content with 

a user-friendly authoring platform that helps them reduce the time it takes to create and 

iterate, making them more independent from developer timelines. 

An excellent example is the PetCulture project. An Australian retailer aimed to achieve 

a personalized experience—wanting to provide tailored recommendations based on each 

pet’s profile. With Kontent.ai, they were able to deliver comprehensive digital experiences for 

modern pet owners and their pets.

Once logged in, the pet store’s site shows the user a profile with the pet’s name, photo, 

favorite foods, and other details. Based on this information, the site provides personalized 

advice and products to meet the needs of each pet.

https://kontent.ai/customers/petculture/?utm_source=whitepaper&utm_medium=pdf&utm_campaign=e-commerce-whitepaper
https://kontent.ai/?utm_source=whitepaper&utm_medium=pdf&utm_campaign=e-commerce-whitepaper
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PetCulture website

#2 Collaboration

Scaling a project is hard to do when there are disjointed collaboration processes for 

distributed teams.

When teams and organizations began to explore the possibilities of telecommuting, one of 

the first problems to arise was a dramatic drop in collaboration efficiency. Telecommuting 

employees could no longer pop their heads over the cubicle wall to discuss a problem with 

their colleagues. Instead, they were forced to rely on messaging applications, which don’t 

always facilitate efficient communication. 

Solution

One of the most important tools a content creator can use is an editorial calendar, which 

helps ensure that your content gets published on time. Workflows are an easy way to define 

processes and get the right people involved while automated notifications keep your workflow 

moving, letting your team members know about deadlines. 
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Collaboration between content teams will speed up the process of creating content.

#3 Consistency and compliance

Maintaining content consistency and compliance can be challenging if 

there is no single source of truth.

Consistency is key to a brand’s success. When it comes to digital assets, every user accessing 

these assets needs to see the same information displayed in the same way. Centralizing all 

business content into a cloud-based repository makes it easier for businesses to keep things 

organized and concentrate on creating content for their target audience. 

Solution

Content governance enables you to define and control what users can access and work on. 

This allows your team to ensure that everyone knows where to find the most up-to-date 

materials and how to use them in a compliant way. A single source of truth makes 

management easier and cuts down on time spent trying to find what you need, so you can 

focus on doing the things that drive growth.
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The takeaway.
We see a shift in the customer experience that creates a yearning for innovation. Modern 

customers desire to engage with brands in new and exciting ways. Online shoppers expect 

a seamless experience across channels, whether that is tapping into the benefits of 

social commerce, social media, and messaging platforms or shopping from an influencer 

on Instagram. 

Putting customers first and demonstrating that you care about meeting their needs has clearly 

become necessary for businesses. It’s no wonder that innovative companies keep up with 

consumer expectations to provide them with various ways to interact with the brand. 

What makes Kontent.ai 
a great solution for your 
content operations?
In recent years, businesses have been moving away from the traditional development and 

deployment model because it often made scaling cumbersome and complex; this, in turn, 

limited businesses’ ability to adapt to customer requirements. The headless approach has 

emerged as an alternative that helps developers break free of the constraints that come with 

the monolithic approach.



Want to see 
Kontent.ai 
in action?

SCHEDULE A DEMO →

Kontent.ai is a headless content management system that allows you to deliver your site’s 

content across multiple channels and devices simultaneously. With a headless platform 

offering easy-to-use content management capabilities, teams can now create content with 

ease, manage websites in-context, and personalize messages across channels. 

Opting for an enterprise microservices architecture will allow you to engage customers 

throughout their digital journey, providing them with consistent, relevant experiences. 

Simultaneous editing, workflows, or editorial calendar are just some of the tools that will 

help you keep your customers happy.
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